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ABSTRACT 
   
The purpose of this case study is to identify the factors that affect sales 
performance of an organization, which in this context, the performance of airline ticket 
sales of Malaysia Airlines. After going through supporting journals on the factors, the 
researcher then will analyze if Malaysia Airlines do practice the theory found in the 
supporting journals. Here, the researcher would examine if there is any gap between 
the one in the theory and the one practiced by the company. Having that done, the 
researcher will analyze if the factors practiced by the company have significant effect on 
the performance of airline ticket sales. Then the researcher will move on to the 
recommendation as to improve the performance of airline ticket sales of Malaysia 
Airlines. 
         The researcher has found 5 factors that affect the sales performance of an 
organization in the journals. All the 5 happened to be practiced by Malaysia Airlines 
throughout those 5 years supported by the plans, campaigns, actions, and activities as 
evidence. However, there were few of them that the researcher did not find in the 
theory, which sill acted as gap between the company’s practices and the theory. The 
researcher then found that not all the factors practiced by the company have a major 
influence as to affect its sales performance of airline ticket. The researcher has given 
her recommendations as to improve the situation. 
 
